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( START ) 



USER ACCESSES INTERNET AND 
VIEWS VARIOUS WEB PAGES 



I 



U2 



USER REQUESTS TO TALK WITH AN AGENT 
OF THE ORGANIZATION ASSOCIATED WITH 
THE CURRENT WEB PAGE BEING VIEWED 



THE WEB SERVER PROVIDING THE 
CURRENT WEB PAGE IDENTIFIES THE 
URL OF THE CURRENT WEB PAGE 
BEING VIEWED 



\\2 



OBTAIN TELEPHONE NUMBER 
FROM USER FOR A RETURN CALL 




NOTIFY USER THAT A 
RETURN CALL CANNOT 
BE INITIATED 



INITIATE TELEPHONE CALL USING 
THE USER-PROVIDED TELEPHONE NUMBER 



( END ) 



AO 



VERIFY THAT THE PERSON ANSWERING 
THE TELEPHONE CALL WANTS TO TALK 
TO AN AGENT 
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WEB SERVER GENERATES A REQUEST TO 
CONNECT AN AGENT TO THE PERSON 
ANSWERING THE TELEPHONE CALL 
(THE REQUEST INCLUDES THE URL OF THE 
WEB PAGE BEING VIE WED BY THE USER) 

WEB SERVER TRANSMITS THE REQUEST TO 
A TELEPHONY SERVER 



TELEPHONY SERVER SELECTS AN AGENT OF 
THE ORGANIZATION AND TRANSMITS THE 
URL TO THE SELECTED AGENT'S 
TELEPHONY DESKTOP APPLI CATION 

I 

TELEPHONY DESKTOP APPLICATION TRANSMITS 
THE URL TO A WEB BROWSER, WHICH 
RETRIEVES AND DISPLAYS THE 
CORRESPONDING WEB PAGE 

I 

TELEPHONY SERVER ESTABLISHES A VOICE 
CONNECTION BETWEEN THE USER AND THE 
SELECTED AGENT OF THE ORGANIZATION 

( END ) 
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USER CALLS A TELEPHONY SERVER 
HAVING WEB CAPABILITIES 



10 



11 



TELEPHONY SERVER IDENTIFIES THE 
CALLER'S TELEPHONE NUMBER 



Ik 



TELEPHONY SERVER IDENTIFIES VARIOUS 
INFORMATION ABOUT THE CALLER BASED ON 
THE CALLER'S TELEPHONE NUMBER 



TELEPHONY SERVER GENERATES A WEB PAGE 
CONTAINING THE CALLER'S TELEPHONE NUMBER 
AND OTHER INFORMATION ABOUT THE CALLER 



IB 



TELEPHONY SERVER ASSIGNS A URL 
TO THE WEB PAGE GENERATED 



SO 



TELEPHONY SERVER SELECTS AN AGENT TO 
RECEIVE THE CALL AND TRANSMITS THE URL TO 
THE SELECTED AGENT'S TELEPHONY DESKTOP 
APPLICATION 



AGENT'S TELEPHONY DESKTOP APPLICATION 
OPENS THE URL ON A WEB SERVER 



CTI SERVER RETRIEVES THE CORRESPONDING 
WEB PAGE AND PROVIDES THE WEB PAGE TO 
THE AGENT'S TELEPHONY DESKTOP APPLICATION 



TELEPHONY SERVER ESTABLISHES A 
VOICE CONNECTION BETWEEN THE CALLER 
AND THE SELECTED AGENT 



